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Background 


+ ICO responds to 36,000 requests for written advice each year by letter or email 


> The survey among written enquirers obtains overall satisfaction measures for ICO’s 
written advice which can be benchmarked against other ICO services 


? Sample contains personal and business enquirers, writing letters and emailing 


> The survey evaluates specific features of ICO’s written advice and determines how these 
impact on overall satisfaction 
e speed of responding to written enquiries 
e quality of the reply 
e extent to which got what wanted 
e effort required 


Methodology 


+ ICO randomly sampled circa 3,000 cases of people sending letters or emails seeking 
advice in writing from the ICO and whose cases were deemed closed 


+ Contact details (addresses and email addresses) were supplied in four tranches between 
May and September 2012 of cases closed May — September 2012 (cases opened March 
— September 2012) 


> SPA Future Thinking sent out self-completion questionnaires with reply paid envelopes to 
all postal enquirers and emails with a link to an online questionnaire to all email enquirers 
in four tranches between mid June and mid October 2012 


> 354 interviews were completed: 181 postal and 173 email 
e ICO supplied sample of email and postal enquirers in the ratio of 2:1 


e Ahigher conversion rate among postal enquirers resulted in a final achieved sample which was 
more evenly balanced between postal and email 


Response rates and outcomes 


> One in five responded to the postal survey and one in ten, to the email survey 


+ 11% claimed not to have received a reply from the ICO to their enquiry at the time of 
interview and were screened out 


ost emt | oa 


Responded but claimed 
not to have received a 23 20 43 
reply from the ICO 


% responding who claimed 


not to have received a 11% 10% 11% 
reply 


. SÌ 
Base: All mailed to [ 
AQS 


Key Findings 


> 


Six in ten (58%) are satisfied overall with the way ICO dealt with their recent written 
enquiry (30% dissatisfied) 
e levels of satisfaction are very similar to those given for |CO’s complaint handling service 


e there are higher levels of satisfaction for business enquiries (70%) than for personal enquiries 
(42%) 


Seven in ten would approach the ICO again for advice if they had another enquiry 


Enquirers writing to or emailing the ICO tend to be male, middle-aged (45-64) and from 
social classes AB 


The top 5 enquiries (grouped from respondents’ own descriptions of their enquiry) were: 
e queries about/ challenges to an aspect of the DPA — 14% 

e informing the ICO of a (Suspected) breach of the DPA — 12% 

e requests for clarification about the DPA — 12% 

e finding out how to stop or complaining about cold calls/ sgam emails/ unwanted mail — 5% 

e queries about data sharing/ sharing of personal details — 5% 


Those making personal enquiries were more likely to be informing the ICO ofa 
(Suspected) breach of the DPA or finding out how to stop unwanted calls/ 
correspondence 


Key Findings /2 


> 


Answering the question directly, responding quickly and giving a clear and concise reply 
were the main reasons given for high satisfaction with the ICO 


Taking too long to reply and not answering the question were the main reasons for 
dissatisfaction 


An analysis of overall satisfaction levels by those satisfied and dissatisfied with various 
aspects of the written advice service reveals some key drivers of satisfaction. These are 
aspects where there is a big difference in overall satisfaction with the written advice 
service between those rating an aspect well and those rating it poorly. They are also 
areas were there could be improvements made. They are:- 

e showing that you fully understand what is being asked 

e addressing the main issue 

e showing that you are treating the enquiry as a serious matter 

e replying quickly 


Key Findings /3 


> 


A large proportion of correspondence is not being dealt with within the ICO’s own target 
of 30 days according to respondents and is falling outside the response time which 
enquirers expect 

e 58% of postal enquiries dealt with within 4 weeks (82% expected a reply within 4 weeks) 

e 52% of email enquiries dealt with within 4 weeks (84% expected a reply within 4 weeks) 


Consequently, a large proportion of enquirers are dissatisfied with speed of reply (31% of 
postal and 46% of email) which is impacting negatively on overall satisfaction 


Good points about written advice are:- 

e replies were polite (88%) 

e about the right length (81%) 

e written in plain English (79%) 

e tailored to enquirer’s letter/ email (72%) 

e the writer was knowledgeable and competent (72%) 
e correspondence was treated seriously (72%) 


Key Findings /4 


> 


Matters needing addressing are:- 

e only 40% claimed that their enquiry had been fully dealt with by the time of interview (26% of 
personal enquiries) 

e 10% still waiting for additional information from the ICO/ 18% still need to clarify something (15% 
and 24% respectively for personal enquiries) 

e only 64% claimed ICO’s reply addressed the main issue (49% for personal enquiries) 


In half of cases, the experience of dealing with the ICO was in line with people’s 
expectations. However 32% said it was worse than expected with a lower 16% saying it 
was better 


While 40% claimed that the exercise was relatively effortless, 22% said they had to 
expend a great deal of effort getting the information they needed 


37% would be happy for the ICO to telephone them in response to a written enquiry 
(44% of business enquirers and 30% of personal enquirers) 


36% would be happy to receive an email with a link to the relevant information on ICO’s 
website (45% of business enquirers and 26% of personal enquirers) 


A 


> Detailed Findings 
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Profile of written enquirers to the ICO 


Those writing to or emailing the ICO for written advice are skewed 
towards males, 45-64s and ABs when compared to the profile of UK 
adults ICO Written Enquirers UK Adults 


Gender 


Social Class 


Excluding refused occupation 


Nature of enquiry (according to respondent) 


CT 
Key: FOIA PECR Other 

14 10 

12 8 

12 15 8 

4 © 

5 6 4 

Find out if company! organisation is acting lawfully when it says it cannot release information to me 5 1 

Obtain clarification /linfo regarding cookie regulations/ website compliance/ informing site visitors about cookie policy 4 © 2 

: : © 

Clarification regarding CCTV/ correct installation/ use of CCTV 3 4 3 

bout notification/ renewal of notification! changing details on my notification entry 3 2 3 

z > © 

Ask advice about/ complain about a reference/ information about me sent to a third party by my employer/ former employer! 2 0 © 

a suspected bad reference 
2 2 1 


U a a a a ate a 22 Gs) 14 
Don’t know/not stated 3 2 4 


Q2 Firstly, what was your letter/ email to the ICO about? 


Base: All (354) O = Significantly higher ia 
QS 


Outcome hoped for 


Naturally, the outcome most wanted is a response to their question. 
A third wanted to provide information and a quarter wanted reassurance 


Y (172) | (367) | (181) (93) (181) | (173) 
% % % % % % 
For aresponse to my question(s) S) 69 (76) 62 69 65 57 


Provide information aii 31 26 36 27 33 28 


For reassurance regi 23 ©) 13 25 20 19 26 


Make my opinions known y 13 8 14 13 14 12 


Other aa 18 8 20 15 20 14 


Q3 When you wrote your letter/ email, which of the following were you hoping for? O = Significantly higher r 1 
Base: All (354) 13 


Business or personal enquiry? 


In our survey sample, requests for written advice were split evenly 
between those made on behalf of a business and personal (private) 


enquiries 
m Business enquiry Personal enquiry ms Other 


87 
@ 
9 @ 0 9 
4977 6) 51 52 6D 
4 2 4 3 
7 3 8 37 
2 3 
1 
5 6 i 6 5 6 5 
4 2 3 4 4 
0 
All Male Female <35 35-54 55+ AB C1 C2DE Postal Email DP FOI 
(354) (240) (110) (41) (159) (148) (237) (75) (23) (181) (173) (181) (93) 


Q4 Was your enquiry made on behalf of a business or was it a personal enquiry? O = Significantly higher 


Base: All 


KA 


Speed of dealing with enquiry 


58% of postal and 52% of email enquirers received a reply from the ICO 
dealing with their enquiry within 4 weeks of them writing/ emailing. It took 
longer for the ICO to reply to written enquiries than expected in many 


cases 


Postal Email 


Expectation Reality Expectation Reality 
(181) (181) (173) (173) 


% 


52% 
58% 


Q6 How quickly did you expect to receive a reply? 
Q7 How soon after you sent your original letter/ email did you receive a reply from them dealing with your enquiry? 
Base: All 


m1 week 

m2 weeks 

m3 weeks 

m 4 weeks 

m 5-8 weeks 

m9 weeks or more 


m Don't know 


KA 


Satisfaction with speed 


As time taken to reply is longer than expected, satisfaction with speed of 
replying is depressed, especially in the case of emails where almost half 
are dissatisfied 


Postal 
(181) 


% % 


45% 
m Very satisfied 
m Fairly satisfied 
= Neither/nor/don't know 
= Not very satisfied 
= Not at all satisfied 
46% 


O = Significantly higher 


Q8 How satisfied are you with the speed with which the ICO has dealt with your enquiry r ‘J 
Base: All 16 


Multiple Contacts 


A third of enquirers are needing more than one exchange of letters/ emails 
for their enquiry to be dealt with (four in ten of FOI enquiries) 


All (354) 


Postal (181) 


Email (173) 


FOI (93) 


Business enquiry (172) 


% 
cco) a 
Personal ereury 167) I 


O = Significantly higher 


Q9 Has it taken more than one exchange of letters/ emails between you and the ICO to deal with your enquiry? 
Base: All 


Length of reply/ whether tailored 


The majority (81%) are happy that written replies from the ICO are about 
the right length, however, a quarter did not feel the reply was tailored to 
their particular enquiry (a third among personal enquirers) 


Length Tailored to enquirer’s letter/ email 


m Too long and detailed = About the right length mYes =No mDon't know 
=Too short = Don't know Personal enquiry 33% 


2% 7% 
i H 


Q11 Did you feel the reply you received from the ICO was too long and detailed, about the right length or too short? 
Q12 Did you feel the reply was tailored to your particular letter/ email? 


Base: All (354) KA 


Fulfilment 


40 percent claimed that their enquiry had been fully dealt with by the time 
of interview and 29% said that it had been partly dealt with. Business 
enquirers were more likely to say their enquiry had been fully or partly 
dealt with 


m Fully =Partly =Don'tknow sNotat all 


All (354) 40 29 2 29 


Postal (181) 38 29 3 30 


Email (173) 42 30 28 


Business enquiry (172) 52 31 17 


Personal enquiry (167) 26 27 4 44 


DP (181) 37 30 1 32 


FOI (93) 44 27 3 26 


Q13 To what extent did you get what you wanted as a result of writing to/ emailing the ICO? O = Significantly higher í N 
Base: All 19 


Matter now closed? 


Over seven in ten said that the matter is now closed but 10% are waiting 
for more information from the ICO and 18% need to ask for clarification 


m Yes, matter is now closed 
= No, | am still waiting for additional information/ another letter/ email from the ICO 
= No, | need to ask the ICO for more information! clarification 


All (354) 72 10 18 


Postal (181) 6 1 18 

Email (173) 75 8 18 
Business enquiry (172) 83 5 11 
Personal enquiry (167) 60 15 24 


DP (181) 71 3) 19 


FOI (93) 68 14 16 


Q14 As far as you are concerned, is the matter now closed? O = Significantly higher 
Base: All 


Overall satisfaction with written advice 


Six in ten (58%) are satisfied overall with the way ICO handled their 
written enquires. Three in ten (30%) are dissatisfied. Business enquirers 
are significantly more satisfied than personal enquirers _ 

Business Personal 


0 oar a 
% enquiries enquiries 


58% 45% 
Neither/nor/don't know ae | 12 
Not very satisfied g 16 
Not at all satisfied R) 14 


30% 20% 


O = Significantly higher 


Q15 So how satisfied are you overall with the way your letter/ email was handled by the ICO? r. N 
Base: All (354) 21 


Overall satisfaction with written advice 


ICO obtains the lowest overall satisfaction ratings for enquiries about how to 
stop cold calls/ unwanted mail and about whether companies are acting 
lawfully when they say they cannot release information 


By Enquiry Type By Desired Outcome 
% very or fairly satisfied overall % very or fairly satisfied overall 


Ali (354) i 538 
For a response to my 


question(s) (244) 


DP (181) i 59 


a «: 
FO! (93) x 55 To provide information (107) [ 61 
a «: 


To obtain clarification about th 
es Me E 67 For reassurance (80) 


DPA (42) 
To query/challenge an aspect of | 65 
the DPA (48) 
To inform ny i of the Sa 53 To make my opinions known 
(43) ns 38 
To query data sharing/ sharing of n] 50 


personal details (18) 
To find out if a company is acting 


lawfully when it says it cannot B 41 
Other (35) = 26 


release information (17) 


To find out how to stop cold calls/ 
spam emails (19) si 37 


Q15 So how satisfied are you overall with the way your letter/ email was handled by the ICO? O = Significantly higher r. N 
Base: All 22 


+ Reasons for satisfaction with written advice 


Satisfied enquirers had their enquiry dealt with fully, speedily and in a clear 
and concise manner 


% 
Enquiry dealt with (fully)/ my question(s) answered/ response/ explanation given M 33 
Quick/ speedy/ prompt response M 17 (Postal 22%, business enquiry 20%) 
Response was clear/ concise TT 15 
Helpful advice/ adviser helpful I 9 
Information from the ICO helped me to sort out my issue/ take appropriate action J 6 
Response was courteous (I 5 
Response was comprehensive/ detailed J 5 
Professional advice/ professional service a 4 
They telephoned me/ received guidance over the phone =, 4 
They fully understood my enquiry/ my concerns/ understood the issue(s) well g 4 
Provided useful referrals to additional/ relevant information J 4 
Response was accurate/ correct = 3 
Got what I wanted/ action has been taken/ changes have been made Eaj 3 


Received reassurance EE 3 


Q16a Why are you satisfied with the way your letter/ email was handled by the ICO? r. N 
Base: All very or fairly satisfied overall (206) 23 


+ Reasons for dissatisfaction with written advice 


Dissatisfied enquirers mainly complained about the length of time it took to 
receive a reply and that it didn’t answer their question(s) 


% 


Took too long to respond/ had to chase | 25 
They didn't answer my question/ didn't deal with my enquiry I 20 (Postal 35%) 
Limited/ inadequate advice given SSS 7 
They seemed to favour/ be on the side of the party | was in dispute wih J 7 
They said they couldn't deal with my enquiry/ they declined to answer sj 6 (Email 12%) 
They didn't deal with my issue/ matter seriously enough J 6 
They didn't do anything/ didn't take any action J 5 
They misunderstood my enquiry/ answered the wrong question/ off the point J 5 
Poor/ weak response Sa 5 
Inconsistent/ conflicting advice/ ambiguous answer(s) J 5 
Wouldn't give a definitive answer/ sat on the fence e) 5 
They didn't tell me how long it would take to get a reply y] 4 
Answer too general/ not specific enough/ did not get to the heart of the matter J 3 
They just quoted the law back at me without any guidance/ interpretation/ advice el 3 


Response was a standard reply/ superficial J 3 


Q16b Why are you not satisfied with the way your letter/ email was handled by the ICO? r. N 
Base: All not very or not at all satisfied overall (106) 24 


Rating of the reply — length, clarity, tone 


Eight in ten thought written replies were about the right length and written 
in plain English. Approaching nine in ten thought they were polite 


Type of Enquiry 


Business | Personal DP FOI 
m Agree strongly/lyes m Agree slightly Ta Cae (181) a 


Written in plain English (i.e. clear 
and easy to understand) 


The tone of the reply was polite 73 LE 88 81 89 86 
No difference between postal and email 


Q11 Did you feel the reply you received from the ICO was too long and detailed, about the right length or too short? 
Q10a How much do you agree or disagree that the reply was written in plain English (i.e. it was clear and easy to understand)? 
Q10b How much do you agree or disagree that the tone of the reply was polite? 


Base: All O = Significantly higher A 
QS 


Rating of the reply - competence of person replying 


Seven in ten agreed that the reply was written by someone who fully 
understood the points raised, who treated their correspondence seriously and 
was knowledgeable and competent. However, only 64% agreed that the reply 


addressed the main issue Type of Enquiry 
Business | Personal D] aj FOI 
m Agree strongly/yes m Agree slightly a 67) a ee) 


The writer was knowledgeable and 
competent 


They fully understood the points | 
was making 52 L3 68 Q 57 67 70 
They addressed the main issue 50 49 62 66 
They treated my letter/ email 
seriously 56 16 EC 58 yal UZ 


No difference between postal and email 


Q10c How much do you agree or disagree that the writer was knowledgeable and competent? 
10d How much do you agree or disagree that they fully understood the points you were making? 
2 ieee = eed A 4 = O = Significantly higher 
Q10e How much do you agree or disagree that they addressed the main issue? 
Q10f How much do you agree or disagree that they treated your letter/ email seriously? zÑ 
Base: All 


Suggestions for improvement 


There were a variety of Suggestions for improvement among dissatisfied 
enquirers including more effort in answering the question(s), faster 
response time, treating enquiries more seriously and taking action/ using 


powers 
% 


Answer my question/ give me the information | need/ give me an N] 33 
appropriate response 


Take my enquiry more seriously/ investigate the matter more fully —— eet] 11 


Take action/ use powers = 9 (Email 16%) 
Read my letter/ email properly E) 8 (Personal enquiry 11%) 


Give a definitive answer/ more clarity/ give a yes or no answer E 6 (Business enquiry 12%) 


Phone to clarify if necessary/ pick up the phone E] 5 


Give me an indication of how long it would take/ keep me better informed i 
of progress ea 4 (Email 8%) 


Understanding and sympathy ey 3 


Provide clear information about the type of enquiries that can be dealt with E 3 
by the ICO (e.g. on the website) 


Use plain English ai 3 


By not sending a generic reply/ treat me as an individual pas) 3 


Q17 How could they have handled your letter/ email better? 
Base: All not very or not at all satisfied overall (106) 


Key drivers of overall satisfaction 


Showing that you fully understand what enquirers are asking, addressing 
the main issue, treating their correspondence seriously, giving them what 
they want and replying quickly are key to improving overall satisfaction 

% satisfied overall with enquiry handling among those satisfied/ not satisfied with key aspects 


Key drivers are aspects which drive overall satisfaction and where there is scope for improvement 


Length, clarity, Competence of ICO commitment! 
tone of reply person replying resolution 


Yes (286) ees 66 Yes (254) ie 76 


No (97) | 12 


Yes (240) 
No (112) 


Yes (224) 


Effort put in by 
enquirer 


Not too much/ 
hardly any (141) 76 


Great deal/ some 
(211) (esi eS 


Speed of Reply 


Satisfied with 

speed (178) 

Not satisfied 
(174) 


Yes (254) 


competent 
seriously 


No (99) | 


Fully/partly 
(245) 


Not at all 
(103) l 10 


‘esto E 
No (95) H 29 


a) 
2 
f] 
oO 
D 
ge) 
2 
z 
O 
(= 
Z 
ge) 
O 
>$ 
3% 
oO 
ws 
= 
=) 


Got what! Treated enquiry 


points | made 
wanted 


Matter now 
closed 


No (126) 


Addressed 
the main 


Yes (255) [| 76 


No (85) | 11 


Reply 
tailored to my 


Q15 So how satisfied are you overall with the way your letter/ email was handled by the ICO? 
Base: All 


Impression of ICO 


On balance more written enquirers formed a positive impression of the ICO 
after contacting (58%) than a negative one (27%) 


% 


o,, (Business enquiry 70%, personal 
58% enquiry 45%) 


Very similar results among complainants thinking about their last complaint to ICO 
©. 


Q18 Thinking of how they dealt with your letter/ email, what sort of impression did this give you of the ICO? 
QS 


o (Business enquiry 16%, personal 
27% enquiry 40%) 


Base: All (354) 


Expectation versus reality 


The experience of writing to/ emailing the ICO was often worse than 
expected among those making personal enquiries and emailers 


Business | Personal Postal 


(172) (167) (181) 
% % % 


% 


15 15 14 18 


O = Significantly higher 


Q19 Thinking back to what you were expecting at the outset when you first sent a letter to/ emailed the ICO, has the experience of dealing with 
them been better than, in line with or worse than you expected? í. N 
30 


Base: All (354) 


> 


Effort 


A fifth claimed they had to put a great deal of effort into making their 
enquiry, but four in ten found the exercise relatively effortless 


% 


A great deal of effort 


Some effort 


Not too much effort 


Hardly any effort 


No significant differences by business versus personal, DP versus FOI or postal versus email 


Q20 How much effort have you personally had to put into getting the information you needed from the ICO? 
Base: All (354) Kar} 
QS 


Likelihood of approaching ICO again 


Seven in ten would approach the ICO again if they had another enquiry. 
21% are not likely to approach the ICO again (higher among personal 
enquirers and emailers) 


Business | Personal Postal Email 
(172) (167) (181) (173) 
% % % % % 


Fairly likley zz 15 


Neither/Nor/Don't know w 10 11 9 10 10 


69% 60 & 64 


Fairly unlikely [4 12 
Very unlikely a 9 


21% 13 G) 15 


O = Significantly higher 


Q21 How likely are you to approach the ICO again if you had another enquiry? 
Base: All (354) 


Alternative approaches 


37% would be happy to have written enquiries answered by a telephone 
call and 36% by an email with a link to the relevant information on ICO’s 
website. Both of these options were even more acceptable to businesses 


% happy to have had enquiry dealt with by alternative Business | Personal DP FOI Postal Email 
(172) (167) (181) (93) (181) (173) 
approach % % % % % % 


37 
E 30 34 37 34 41 
An email with a link 
to the ICO's website 
taking you directly 36 26 29 30 


information 


A fact sheet with 
the relevant Si 25 25 34 27 29 
information 28 
highlighted 


O = Significantly higher 


A telephone call 
from the ICO 


Q22 You received a written response to your enquiry. Would you have been happy to have had your enquiry answered in any of the following 


ways instead? 
©. 
AQS 


Base: All (354) 


Recommendations 


> ICO needs to deliver speedier replies to written enquiries. Enquirers’ perceptions of how long it took 
to reply are not going to be the same as the time recorded by ICO for sending out replies. With a third 
claiming that they needed to make more than one contact and three in ten still needing additional 
information or clarification, enquirers’ conception of the time taken will of course be longer. Improving 
the quality of replies will help as the need for repeat contacts and the incidence of unresolved matters 
will be reduced 


+ The focus to improving satisfaction with written advice should be on personal enquiries as satisfaction 
levels are lower here than with business enquiries. The demographic profile of personal enquirers is a 
hard group to satisfy (male, 55+, AB). Many personal enquiries can be seen as complaints (e.g. 
informing the ICO of a (Suspected) breach of the DPA or advice on how to stop unwanted calls/ mail). 
Dissatisfaction arises as a result of frustration that nothing is or can be done. The ICO needs to strike 
a careful balance between giving too little information and giving too much. Some will be served 
better if more explanation is given as to why certain actions/ outcomes are not possible e.g. the 
interests of safeguarding personal privacy are balanced against the needs of businesses to sell/ 
market (economic argument). With others, the greater depth of explanation is likely to encourage 
further enquiries. ICO may consider testing both approaches with personal enquirers to see which 
works best 


> The ICO might consider asking enquirers (for more complex or ‘emotional’ cases) if they would be 
happy to discuss the matter over the phone. It is often much easier to resolve issues over the phone 
instead of having a chain of correspondence going back and forth. As one of the main complaints is 
that questions are not being answered, it would give the ICO a much quicker and more direct way of 
establishing exactly what it is that the enquirer is asking 


KA 


